BEFORE THE ILLINOISCOMMERCE COMMISSION

Docket No. 01-0662

Rebuttal Testimony of Robben Kniffen-Rusu
On Behalf of Ameritech Illinois

Ameritech Illinois Exhibit 8.1

April 22, 2002



TABLE OF CONTENTS

[ 1. INTRODUCTION AND PURPOSE OF REBUTTAL TESTIMONY .......cccccvvvenennn. 1|

II.  LISTING PROCESSESAND DISCREPANCIES.....cccostiiiiiisiiisieii e 2|

A.  AccURACY OF WP AND DA LISTINGSPROCESSED VIA ACES. .....ccccococeiicennneee, 2|

B. LISTING TROUBLE REPORT PROCESS. .....coveuvieieeeriereeeeserseseesinsessessesessessessssssssenes 5|

C. TCLISTLINK AND DA LISTING VERIFICATION. ..cuvviuiereeitreieeereeetseesesenseensnssnenanas 6|

FIT. LISTING TRAINING ......oovoveteeeeeeeeeee ettt teeteeeseeteeaenneseeseeeneanes 9|
V. CUSTOMER RAMIFICATIONS AND WHITE PAGE DIRECTORY

XIS UL XS v 11

V. CONCLUSION ittt sttt ettt e st e e ssseeesteeesteeesseesasseesssbeesasseesasseesansessneessreessnnes 12|




10

11

12

13

14

15

16

17

18

19

20

21

22

23

ICC Docket No. 01-0662
Ameritech lllinois Ex. 8.1 (Kniffen-Rusu), p. 1

REBUTTAL TESTIMONY OF ROBBEN KNIFFEN-RUSU

ON BEHALF OF AMERITECH ILLINOIS

INTRODUCTION AND PURPOSE OF REBUTTAL TESTIMONY
Please state your name and business addr ess.
My name is Robben Kniffen-Rusu. My business address is 100 East Big Beaver, Floor

13, Troy, Michigan 48083.

Are you the same Robben Kniffen-Rusu that submitted Direct Testimony on
January 28, 2002?

Yes, | am.

What isthe purpose of your Rebuttal Testimony?
The purpose of my Rebuttal Testimony is to respond to claims and proposals in this

proceeding by XO Communications (“X0O”) regarding white page directory listings.

XO raises five issues concerning listings: three relating to White Page (“WP”)
listing update processes, discrepancies and verification; one relating to discrepancies
between Directory Assistance (“DA”) and WP listing verification; and one relating to
training. | will demonstrate that four of these issues are insignificant. The last issue --
one of the listing process issues — is a source of concern and Ameritech Advertising

Services (“AAS’) isactively addressing and correcting thisissue.
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Do you sponsor any schedules supporting your Rebuttal Testimony?
Yes, | have attached one schedule:

» Kniffen-Rusu Rebuttal Schedule 1 - Listing Trouble Report Instructions.

LISTING PROCESSES AND DISCREPANCIES
A. ACCURACY OF WP AND DA LISTINGSPROCESSED VIA ACES.

On page 2 of her testimony, Ms. M cCabe claimsto have experienced problems
regarding the accuracy of White Page (“WP”) and Directory Assistance (“DA”)
listingsfor XO’scustomersthat it requestsviathe Ameritech Customer Entry

System (*ACES’). Can you first remind uswhat ACESis?

As stated in my January 28, 2002 direct testimony, ACES is a PC-based data entry
system offered by AAS intended as a transitional mechanism for submitting listings prior
to the CLEC’ simplementation of one of the Ameritech Illinois electronic interfaces, LSR
Exchange (“Enhanced LEX”) or Electronic Data Interchange (“EDI”). The Affidavit of

Mark Cottrell describes these interfacesin greater detail.

Has AAS performed aroot cause analysis of XO’slistingstransmitted via ACESto

determinethe source of XO’salleged problems?

Yes. AAS began a CLEC listing order processing review and root cause analysisin
January of 2002. By March 22, 2002 AAS completed itsreview and analysis of XO's

listings transmitted via ACES and identified that the root cause of the problem was X O,
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which had mistakenly submitted nearly 100 duplicate listings. On March 28, 2002 AAS
notified X O that the duplicate listing problem had been identified as the source of the
problem and sent XO alist of the duplicate listings for review and clean up. On April 1,
2002 an X O representative informed AAS that XO'’ s provisioning group was using the
“retain listing asis’ function of the Local Number Portability ordering process (described
in paragraph 10 of my Affidavit), while at the same time XO'’ s directory listing group
was sending the same listings via ACES. Thisdua activity generated duplicate listings
in the databases and was the source of XO’s problems. AAS and XO are working
cooperatively to address these duplicate listings and to prevent a future occurrence of this

and similar problems.

On page 2 and again on page 5 of her testimony, Ms. McCabe describes a
notification/query processfor errorson listing orders submitted by XO via ACES.

Please explain this process.

CLECswho order their end user listingsviaACESreceive afileviaAAS CLEC
Website, TCListLink, containing areject or a confirmation for each order submitted. The
confirmation indicates that the order received has passed a series of edit checks and that a
service order can successfully be created for processing into the WP listing database.
After processing thislisting service order into the WP database, it is possible that AAS
may detect a problem or discrepancy on a particular listing, such as the existence of a
duplicate listing or the absence of one of the listings the service order is attempting to

update. (Note: asingle service order can update multiple listings and it is possible that
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only one listing on the service order can encounter a database level problem.) In these
situations, AAS processisto complete a CLEC Reject Notification form and fax it to the

CLEC to facilitate correction of the problem.

Although XO was the one making the mistakes by submitting duplicate listings,
should AAS have notified XO of the duplicatelistings at the time they wer e detected

in the WP database?

Yes. AAS root cause analysisindicated that the personnel responsible for reviewing
[linais listings were not properly following the CLEC Reject Notification process for
listing database discrepancies and thus had not notified XO of the duplicate listings they
had submitted. Upon identifying thisinternal process oversight, AAS retrained the
personnel responsible for Illinois listings on the CLEC Reject Notification process. This
training was completed as of March 28, 2002. Additionally, AAS implemented an audit
process to insure continued execution of this process. XO will be receiving CLEC Reject

Notification forms per the documented process in the future.

AAS response to thisissue shows that it takes such process issues seriously and

iswilling to consider and implement improvements to its systems.

To put the problem of duplicatelistingsin perspective, what isthe actual
discrepancy rate for the transmission of XO’slistingsvia ACESto AASfor the

updating of Ameritech Illinois WP and DA databases?
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AAS records show that the issue is not as significant as XO claimsit to be. From
September 1, 2001 to March 31, 2002, of al the XO lllinais listing transactions AAS
accepted via ACES, over 90% were electronically updated in the WP publishing database
and forwarded to DA for updating, all within 24 hours. AAS manually completed the
remaining orders. It iswith these remaining orders, which did not flow through
electronically and must be completed manually, that the potential exists for a problem to
be detected that would require AAS to submit a CLEC Reject Notification form to XO as

described in the previous paragraph.

XO recommendsthat Ameritech Illinois provide a faster confirmation process. Isa

faster electronic listing ordering and confirmation process availableto CLECS?

Yes. CLECs that submit their end user listing information via Ameritech Illinois
Enhanced LEX or EDI interfaces will receive a Firm Order Confirmation (“FOC”) (or a
rejection notice if the submission is incomplete or improper) on a real-time basis.
Ameritech Illinois LEX and EDI operating support systems can be used by all CLECs,
including XO, to submit directory listing updates. Again, ACES is not meant to be a full
or long-term electronic interface; it is simply a transitional tool to be used while the

CLEC implements LEX or EDI.

LISTING TROUBLE REPORT PROCESS.

IstheListing Trouble Report (L TR) process described accurately on page 4 of XO

Witness Tara M cCabe' stestimony?
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No. Ms. McCabe says that the trouble report process can only be used if alisting actually
makes it into the DA database. Thisisnot at all correct. The trouble report processis for
all types of problems. In particular, AAS instructs CLECs to submit a Listing Trouble
Report (LTR) to AAS for all problems or discrepancies they find associated with the
listings of their customers, including DA, TCListLink, or other concerns. This
information is clearly spelled out in the Listing Trouble Instructions posted on Ameritech
Illinois' CLEC Online Handbook website aswell as AAS enhanced TCListLink website.
An excerpt of the instructions is provided below and the entire instruction document is

attached as Schedule 1.

. WHENTO USE

A Listing Trouble Report isused to report a discrepancy on a customer’slisting. Examples
of discrepanciesinclude:

(1) After 48 hoursof order submission, you have not received a manual or mechanized
confirmation report, nor have you received a TC Regject Notification, and your
listingisnot in Directory Assistance (DA) or TCListLink;

(2) You received a confirmation report, yet the listing does not reflect your order or
appearsincorrectly in TCListLink or Directory Assistance.

(3) Your listing appearsincorrectly on a Pre-BOC report.

On three separate occasions between September 2001 and March 2002, AAS
representatives retrained, via the telephone, four different XO representatives on this

LTR process.

TCLISTLINK AND DA LISTING VERIFICATION.
On pages 3, 4 & and 6 of her testimony Ms. M cCabe alleges XO has experienced

problemswith TCListLink. Can you first remind uswhat TCListLink is?
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As stated in my January 28, 2002 direct testimony, TCListLink is a password-protected
website, provided by AAS, with an easy-to-use graphical user interface that, among other
functions, allows CLECs to review and verify their end-user’ s WP listing data. The
listing data available via TCListLink is updated from the WP database in a nightly batch
listing update process. TCListLink isthe same listing verification tool that AAS provides

to Ameritech Illinois' retail operations.

IsMs. McCabe correct when she says on page 6 that TCListLink reflectslistingsin

the DA database but not the WP database?

No. The WP listing database feeds listing updates to TCListLink simultaneously with the
DA database. Therefore, other than the rare temporary exceptions outlined in my January
28, 2002 direct testimony (two timing issues and one non-Ameritech DA provider issue),
TCListLink is effectively asingle tool concurrently reflecting the end-user’s WP and DA

listing data.

Isthereathree(3) day delay beforea CLEC can verify itslisting, asMs. McCabe
suggests at page 3 of her testimony?

No. Ms. McCabe describes this delay as consisting of “24 hours to receive ACES
confirmation that listing order was transmitted properly and 48 hours from that time to
provide for the update to the White Page and Directory Assistance databases.” This
statement is incorrect. As outlined above, AAS instructs CLECs to submit a Listing

Trouble Report (“LTR”) to AAS if they find inaccurate or unavailable listing data from
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Ameritech lllinois DA or TCListLink 48 hours or two (2) business days after submission
of the listing order, not 48 hours after the CLEC has received the confirmation.
Typicaly, both DA and TCListLink are updated within 24 hours after the submission of
the listing. Therefore, in most cases, CLECs are able to verify their listing the next
business day after it is submitted. CLECs are instructed to wait the additional day before
reporting a discrepancy to allow for those occasions where a technical problem may have
delayed the DA or TCListLink update process. It is true that my Direct Testimony states
that “The listing information on TC Listing Link is current as of three (3) business days
after Ameritech advertising services' receipt of a correct listing order.” This was, at the
time, the language that was posted directly on the TCListLink website listing inquiry
screen. AAS recognizes that this information conflicts with the actual, shorter intervals
that apply to the process. The notice posted on the TCListLink website listing inquiry

screen has been corrected to reflect the shorter two (2) business day interval.

In Ms. McCabe stestimony, XO claimsto have experienced problemswith the
accuracy of itscustomer’slistingsin Ameritech Illinois DA and TCListLink. Has

XO documented these issues and submitted these problemsto AASfor resolution?

Asoutlined above, AAS instructs CLECs to submit a Listing Trouble Report (“LTR”) to
AASIf they find inaccurate or unavailable listing data from Ameritech Illinois DA or
TCListLink two (2) days after submission of the listing order. From September 2001
through March 2002, AAS received less than 25 Listing Trouble Reports from XO
documenting problems with their Illinois listings on DA or TCListLink. AAS

commitment isthat Listing Trouble Reports are investigated and responded to within 24
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hours or one (1) business day. When, in response to a Listing Trouble Report, AAS
must take action and correct alisting, the corrected listing is forwarded to TCListLink
and the DA database within 24 to 48 hours (1 - 2 business days) from the receipt of the
Listing Trouble Report. If the problem remains after the Listing Trouble Report update
isforwarded to DA, the CLEC escalates the Listing Trouble Report to aDA CLEC
Specialist for resolution directly in the DA database. From September 2001 to March
2002, XO did not escalate any DA-related Listing Trouble Reports to the DA CLEC
Speciaist. From this absence of escalation | conclude that whatever problems XO

experienced were quickly resolved.

LISTING TRAINING

Ms. McCabe complainsthat AAS has not been provided adequate training.
(McCabe, pp. 6-7) Has AAS provided Directory Listing processing training to XO?
Yes. AAS has provided Directory Listing processing training at XO’s various offices
seven timesin the past:

*  September 1999
e December 1998
e October 1998

* August 1998

e April 1998

» December 1997
* April 1997

Additionally, AAS provided copies of its 30-minute refresher training video to

two different XO officesin December 2001 and January 2002.
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| sadditional training availableto XO?

Yes. Asdescribed in my Affidavit, AAS offers a listing workshop to all switched-based
CLECs. This training workshop is available to switched-based CLECs at anytime; they
simply need to request the training via AAS CLEC Hotline. On January 23, 2002 and
again on March 28, 2002, AAS proactively suggested to an XO representative that it
schedule a Directory Listing training session. To date, XO has not accepted this offer for

additional training.

Has AAS provided on-going training support to XO?

Yes. XOisaregular user of the enhanced Directory Listing CLEC Hotline service that
AAS offers CLECs. Since January 2001, XO has contacted AAS CLEC Hotline over
forty times. More than haf of these hotline contacts resulted in AAS providing XO

representatives with specific directory listing training, immediately, over the telephone.

Does Ameritech Illinois offer a Directory Listing training workshop to CLECswho
elect to utilize Ameritech’s EDI interface?

Yes. As described in my Affidavit, switched-based CLECs who have elected to utilize
the option of requesting a LSR and a Directory Service Request (“DSR”) using
Ameritech Illinois Electronic Data Interchange (“EDI”) interface are welcome to attend
a two-day workshop on how to complete the LSR and DSR forms and properly format
directory listings. Any switched-based CLEC wanting to register for one of these

workshops can do so via the on-line registration system available via the CLEC Online

website <https://clec.sbc.comp.
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CUSTOMER RAMIFICATIONSAND WHITE PAGE DIRECTORY
ACCURACY.

XO voices a concern that an end user’s White Page Directory listing will be affected
if alisting does not immediately appear in the WP database. Do CLECs have
additional listing verification options available prior to a publication of a WP
Directory?

Yes. Asstated in my Affidavit, prior to the publication of a directory, Ameritech Illinois
offers CLECs the option of receiving two pre-Business Office Close (pre-BOC) white
page verification review reports. Ameritech provides the first preeBOC report to
requesting CLECs at no charge 45 calendar days in advance of the directory close date.
The second pre-BOC report, if requested, is provided 15 calendar days in advance of
directory close. Thus, there is ample opportunity for CLECs to verify the accuracy of the

WP database well in advance of the publication dates for the directories.

Is AAS committed to maintaining the accuracy and completeness of thelistingsin its

White Page directories?

Absolutely. AASwantsall end users, regardless of their service provider, to obtain value
from al of its products, including WP directories. These products provide the greatest
valueto all end users when they contain complete and accurate listing information. |
believe that the efforts | have described in this testimony, and in my Affidavit and Direct

Testimony, demonstrate this concern.
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CONCLUSION

Please summarize your testimony.

| have demonstrated: (1) that root cause analysis of CLEC order processing done by AAS
has identified both XO and AAS process difficulties that resulted in some listing errors
that the companies are working together to resolve; (2) that AAS does successfully and
accurately process a high percentage of XO’slisting updates; (3) that the Listing Trouble
Report processis applicable for any listing discrepancy a CLEC identifies; (4) that XO is
ableto verify its WP and DA listings on atimely basis with accuracy; and (5) that AAS

has provided significant directory listing training to XO.

Do theissuesraised by Ms. McCabe cause you to change your conclusion that
Ameritech lllinois (1) provides nondiscriminatory appearance and integr ation of
white page directory listingsto CLEC’send usersand (2) provides white pages
listingsfor CLEC’send userswith the same accuracy and reliability thisit provides

toitsown customers, and ther eby satisfies the requirements of checklist item #8?

Absolutely not. To the contrary, the fact that under the existing processes AAS has
aready addressed the issue concerning error notifications demonstrates that the existing

process isworking asit should.
Doesthis conclude your Rebuttal Testimony?

Yes.
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